
Clarify puts your business back in your hands



Clarify is a suite of intelligent call recording and quality management tools 
that evolves with your organization to support the way you work 

Capture the detail of every conversation  

Clarify uses advanced database and browser technology 
to quickly recover call details. Check facts, reduce errors 
and resolve disputes using smart features like dual channel 
recording and screen capture.

Protect your business and keep customer data safe 

Clarify offers a choice of capabilities to improve security 
and support the rigorous demands of regulations such 
including FCA, PCI DSS, GDPR, HIPAA and Dodd-Frank.

Perform at your best in every call scenario 

Clarify quality management lets you evaluate calls 
according to what matters, so you and your team can 
identify and emulate best practice. 

Deploy Clarify your way, now and for the future 

Choose from standard or advanced telephony integrations 
to match your business ambitions and performance needs, 
from improving the quality of conversations to mission 
critical compliance scenarios.

ideas that change everything



Capture every detail
Clarify makes it easy to find the details you’re looking for. Play back calls to check 
facts and reduce errors. If an issue occurs, recordings can provide evidence to 
clear up misunderstandings before they escalate into costly disputes.  

Search
Clarify’s database and browser optimization makes it quick and easy to find what 
you need. Add custom tags and notes to recordings to improve searchability and 
to create playlists for analysis or training purposes. 

Listen
Clarify dual channel SIP recording captures both sides of a conversation 
independently. Play back the call as a whole, or listen to each side in turn to clearly 
hear who said what. A requirement for data analytics firms, dual channel playback 
brings clarity to every conversation to improve understanding and assist dispute 
resolution. 

View
Clarify can show you more than what was said. Record voice and screen activity 
for a complete view of interaction to help identify and address errors, resolve 
concerns and provide evidence of good conduct to protect reputation and 
customer confidence.

All the information 
you need at your 
fingertips 

For better performance, tighter 
security and delighted customers, 
the difference is in the detail
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Fast. Simple. Secure.

Discover security and compliance 
capabilities that help to keep 
customer data safe 

Clarify supports a range of PCI DSS approved methods to prevent payment card 
details from being captured by the call recorder.  

Manual or automated pause/resume – The agent either enters a code into their 
handset to pause the call, or this is automatically trigged, for example, when the 
agent clicks on the card payment field. 

DTMF suppression – The caller enters their card details on a telephone keypad.  
The tones are rendered unrecognizable when recorded. 

PCI tagging – Supports PCI audits by flagging calls where recording has been 
paused and resumed. Reports can be generated and reconciled against 
payment transactions to check agent adherence to policy.

PaymentAssist – A separate, secure cloud-based payment service that descopes 
card details from the office environment through a PCI DSS Level 1 data center, 
allowing call recording to continue uninterrupted. Ideal for businesses handling 
higher transaction volume or high value transactions.

Protect your business
Security and compliance are an important business concern, with the threat of 
data breaches and the subsequent fall-out often a serious risk to the survival of an 
organization. Clarify prioritizes security, with call encryption and HTTPS as standard, 
and a range of advanced recording options available to meet the demands of 
regulations including Dodd-Frank, FCA, GDPR, HIPAA, and PCI DSS.

Comply
Clarify lets you define which calls are recorded and who can access them. In 
Europe, GDPR has introduced the customer’s right to request their calls are not 
kept on record, providing this is not overridden by other regulations, for example 
MiFIDII. Clarify provides policy-based permissions to delete recordings on request 
or prevent them being written to the database in the first place. Controlled access 
can be further extended to who can listen to calls and even parts of calls. Clarify 
also provides an audit trail on GDPR related activity. 

Store
Financial traders come under the jurisdiction of Dodd-Frank in the US and MiFID II in 
Europe, both of which require all calls to be stored in a time-stamped, tamperproof 
format for 5 years (Dodd-Frank) and 7 years (MiFID II). Clarify uses 256 bit AES 
encryption for maximum security, and lets you store recordings for as long as you 
need to, either on premise or in the cloud.

Share
Sharing call recording between colleagues by emailing MP3 files wastes storage 
and creates security concerns under GDPR and HIPAA. Clarify makes file sharing 
simple and secure, allowing a time-limited link to the recording to be sent to the 
recipient, who can view it without the recording ever leaving the Clarify system. 



Stay on target.
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Unleash your 
potential with 
tools that 
transform 
customer 
experience 

Perform at your best
Your people are your greatest asset, so provide sales and service teams with 
the tools they need to do their job well. Whether you take a formal or more 
collaborative approach to assessment, Clarify quality management supports 
evaluation, training, and performance improvement to help your people fulfill 
their potential. 

Achieve
Clarify’s quality management module helps you evaluate and improve the quality 
of conversations. Assess individual and team performance against your own 
criteria. Monitor script adherence, hone soft skills, identify training needs, and chart 
progress through a series of custom reports. 

Train
Create best practice playlists of routine and exceptional call scenarios to get new 
starters up to speed faster than simply listening into live calls. Review recorded calls 
with individuals and teams to identify what works and areas for improvement. Find 
out what your star performers do differently to help others to raise their game. 

Respond
Clarify's Comments capability is designed to facilitate collaboration between 
colleagues to solve problems, improve call outcomes and provide training. Similar 
to online chat, agents and supervisors can discuss issues, review call handling 
techniques or speed up authorization. Managers can create playlists filtered by 
comments to help identify trending concerns that need addressing.

Assist
Clarify's advanced integration allows managers to specify an extension they want 
to listen into. Ideal for supporting new staff whilst they are learning, managers can 
also easily find out why a call might be taking an unusually long time and step in to 
help if needed.



Discover choice, resilience and 
flexibility at every level 

Deploy your way
Clarify is designed to support your business needs and chosen IT framework. 
Choose a standard integration now with the option to upgrade later, or opt for 
more advanced features and capabilities from the start.

Choose
Clarify for SMDR works with most business telephony solutions on site and hosted 
telephony solutions, supporting compliance, dispute resolution and training needs. 
More advanced capabilities - such as quality management, screen recording and 
policy-based permissions - are available using SIP connectivity or tightly aligned 
CTI integrations available for Avaya and Mitel telephony solutions (see our platform 
specific brochures for more details).

Integrate
Clarify fits with almost any IT framework and can be deployed on premises, 
hosted, or a hybrid of both. It is suitable for single and multi-site scenarios, including 
virtualized environments. 

Archive
Clarify recordings are captured in a tamperproof, encrypted format and can be 
stored on premise or in the cloud, according to your security protocol and facilities. 
Advanced database technology makes it easy to search and quick to find 
recordings when you need them. 

Monitor
For business-critical deployments, such as financial organizations operating under 
the jurisdiction of Dodd-Frank and the FCA, Clarify can be deployed in a resilient 
configuration to keep everything running smoothly. Add active health monitoring to 
have Oak’s Network Operations Center identify and address any system issues and 
maximise availability. 

Support
Clarify installations are delivered with project management, training and your 
choice of post-installation support options. Your SupportX service plan includes 
access to our knowledgeable team of sales, service and technical experts, with 
Gold and Platinum packages offering superior response times.

Optimize
For improved workflow, Clarify can be integrated with most third-party software, 
including CRMs, websites, and payment processing systems. Oak can create these 
links for you, or your ISV can embed functionality into their applications using our API.



Innovation is at our core

We combine technical knowhow and creative flair in products  
anyone can use. We ground bright ideas in real solutions that enable 
businesses to do things they couldn't before, or to do them better.

We put our customers first

We take time to understand the needs of our customers to ensure 
you have the right solution. Our friendly and professional team are 
there for you every step of the way: from initial consultation and 
demonstrations, to installation, training and support.

Oak has helped organizations capture 
vital communications data for more 
than 30 years, with a passion for 
creating innovative solutions that 
improve performance, enhance security 
and transform customer experience.

With Oak it’s different
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Clarify puts your business back in your hands 

E&OE10/19 V:3

Oak Innovation Limited | oakinnovate.com | sales@oakinnovate.com

7 Albany Park, Cabot Lane,  
Poole, Dorset  BH17 7BX 

tel: 0800 9889 625 

Eaton Center, 1 Dundas Street West, Suite 2500,  
Toronto, ON M5G 1Z3  Canada  

toll free: +1 888 720 6968  local: (+1)647 723 7049

For better performance, tighter security and 
delighted customers, the difference is in the detail 


